
Inside Customer 

Care   



Objective 

• Complaint Process Overview 
 

• Investigation Tools 
 

• Statistics and Trends 
 

 

• Q&A 

 



The Customer Care Team 

Janelle 

Adams-
Davila  

Amy 

Rubalcaba 

Patrick 
Williams 

Zachary  

Strom 



Medium for Communication 

Customer Service 

E-mails & Website 

Letters 

In-Person 

Public Office  



Process and Accountability 

• 1,107 Complaints  

• 572 Commendations 

• Investigate Each Ticket  

•Complaint Validation 

•Classification 

• File, Report, and Monitor 

 



Collaboration 

Customer 
Support 

Operations 
Staff 

Audit 
Department 

IT 

Provider 
Staff 



Trip History 



Google Earth 



Call Logs 



Other Resources 

• Witnesses 

• Go 511 

• Metro Trip Planner 

• Other Repository Software 

 

 



Performance Board 



Complaints per 1,000 Trips 



Trends 

Wrong Location 

Dwell-Time 

Late Dispatching 

Miscommunication  

Behavior Issues 

Lack of Understanding 

Procedure Conduct RM Incidents
Time 

Travel/Routing
Booking 

33.4% 17.5% 13.8% 11.9% 8.4%



Investigation Time 

 Monthly Average Days to Close  

Should not exceed 14 days 

 

 



 

 

Q & A 
 

 

 


